Complaint Resolution Process

How to resolve concerns and complaints at BMO - Talk to us.

We have created a process for dealing with client concerns and complaints that we believe is both effective and efficient. We expect every
BMO employee who receives a client complaint to take ownership, and ensure that the complaint is resolved in a timely manner. If you
have a complaint or concern, we encourage you to follow the complaint procedures outlined here.

Step 1

Employee/Manager where you do business with us

In most cases, a concern or complaint can be resolved simply by discussing it with the Bank. You should be able to get swift results by
talking to the BMO employee or Private Wealth Advisor responsible for your account. If they can't resolve the problem to your satisfaction,
you can refer the matter to the Head of BMO Private Bank, Asia.

Step 2

Head of Compliance, BMO Private Bank, Hong Kong/Singapore

If your complaint has not been resolved to your satisfaction in step 1, you may contact the Head of Compliance, BMO Private Bank, Hong
Kong/Singapore. All matters referred will be acknowledged within 7 days and a response will be given after careful investigation, usually
within 30 days. You may contact the Head of Compliance, BMO Private Bank, Hong Kong/Singapore at:

Address:  BMO Private Bank, Hong Kong Address:  BMO Private Bank, Singapore
36" Floor, One Exchange Square 12 Marina Boulevard #18-01
8 Connaught Place, Central Marina Bay Financial Centre Tower 3
Hong Kong Singapore 018982

Attn: Head of Compliance Attn: Head of Compliance

Telephone: (852) 3716-0888 Telephone: (65) 6535-2323

Fax: (852) 2810-4520 Fax: (65) 6532-5129

E-mail: dIhkcompliance@bmo.com E-mail: dlsgcompliance@bmo.com

Step 3

Dispute resolution service
If you are not satisfied with the decision of the Head of Compliance, BMO Private Bank, Hong Kong/Singapore, you may contact your local
requlator’s dispute resolution service. All clients of our Hong Kong branch who are individuals or sole proprietors may refer a complaint to
the Financial Dispute Resolution Centre (FDRC). All clients of our Singapore branch can escalate their complaints to the Financial Industry
Dispute Resolution Centre (FIDReC).

Hong Kong clients can contact FDRC at: Singapore clients can contact FIDReC at:

Address:  Financial Dispute Resolution Centre Address:  Financial Industry Dispute Resolution Centre
Unit 3701-4, 37/F Sunlight Tower, 112 Robinson Road #13-03
248 Queen’s Road East, Wanchai, Hong Kong Singapore 068902

Telephone: (852) 3199-5100 Telephone: (65) 6327-8878

Fax: ‘| SSZ) ;565'86;5 Fax: (65) 63271089

E-mall rc@ldre.org. Email: info@fidrec.com.sg
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